Community and Culture Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

|Community and Culture I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Medium

Total

_No Tier 2 None None 1

Total 1

Total 1

_No Tier 2 None None 1

Total 1

Total 1

Application Error Contribute 1

Total 1

None None 1




Low

Medium

Total

Application

None

Total

Total

PC/Laptop

Application

Hardware

None

Total

Total

Password

Novell
GroupWise

Total

Total

Mobile Devices

_No Tier 2

Error

iPhone

Total

Total

None

None

Total

Total




Low

Medium

Total

1 1

0 0

EIS Hardware Printer 2 2
0 0

2 2

0 0

2 2

0 0

2 2

0 0

Application Error Novell 1 1
Messenger 1 1

Total 1 1

1 1

Password Utah Master 1 1

Directory 1 1

Total 1 1

1 1

2 2

2 2

2 2

2 2

_No Tier 2 4 4
0 0

Total 4 4

0 0

Total 4 4

0 0

Application Error None 1 1
0 0

Total 1 1

0 0




Low

Medium

Total

Application None Microsoft Word 1 0 1
0 0 0

None 2 1 3

2 1 3

Total 3 1 4

2 1 3

Total 4 1 5

2 1 3

Network None None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 1 0 1

1 0 1

PC/Laptop None None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 1 0 1

1 0 1

10 1 11

4 1 5

Application Reporting Internet 1 0 1
Explorer 0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

Network Password Novell Client 3 0 3
for 32-bit 2 0 2




Low

Medium

Total

Network Password Total 3 0 3
2 0 2

Total 3 0 3

2 0 2

5 0 5

2 0 2

_No Tier 2 None None 12 0 12
0 0 0

Total 12 0 12

0 0 0

Total 12 0 12

0 0 0

Application Error Contribute 1 0 1
0 0 0

Total 1 0 1

0 0 0

None Adobe Acrobat 1 0 1

9.0 Pro 0 0 0

None 2 0 2

0 0 0

Total 3 0 3

0 0 0

Total 4 0 4

0 0 0

Network Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

PC/Laptop Hardware None 1 0 1
0 0 0




Low

Medium

Total

PC/Laptop Hardware Total 1 1
0 0

Total 1 1

0 0

Print/Copy/Sca None None 2 2
n/Fax 0 0
Total 2 2

0 0

Queue None 1 1

0 0

Total 1 1

0 0

Toner/Fuser/ink None 1 1

0 0

Total 1 1

0 0

Total 4 4

0 0

22 22

0 0

_No Tier 2 None None 6 6
0 0

Total 6 6

0 0

Total 6 6

0 0

Application Error McAfee 1 1
VirusScan 1 1

None 1 1

1 1

Novell 1 1

GroupWise 0 0




Low Medium Total
Application Error Total 3 0 3
2 0 2
None Adobe Acrobat 1 0 1
1 0 1
None 3 0 3
3 0 3
Novell 2 0 2
Messenger 2 0 2
Total 6 0 6
6 0 6
Password Novell 2 0 2
GroupWise 2 0 2
Total 2 0 2
2 0 2
10 0 10
Network Error Novell Client 1 0 1
for 32-bit 1 0 1
Total 1 0 1
1 0 1
None None 2 0 2
1 0 1
Total 2 0 2
1 0 1
Password Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 4 0 4
2 0 2
PC/Laptop None None 1 0 1




Low

Medium

Total

PC/Laptop None Total 1 0 1
1 0 1

Total 1 0 1

1 0 1

Print/Copy/Sca None None 1 0 1
n/Fax 1 0 1
1 0 1

1 0 1

1 0 1

0 0 0

1 0 1

0 0 0

2 0 2

1 0 1

24 0 24

14 0 14

_No Tier 2 2 1 3
0 0 0

Total 2 1 3

0 0 0

Total 2 1 3

0 0 0

Performance 0 2 2

0 0 0

0 2 2

0 0 0

0 2 2

0 0 0

2 3 5

0 0 0

_No Tier 2 2 0 2
0 0 0




Low Medium Total
_No Tier 2 2 0
0 0
2 0
0 0
2 0
0 0
Telecom Hardware Telephone 1 0
0 0
Total 1 0
0 0
Voice Mail Telephone 1 0
0 0
Total 1 0
0 0
2 0
0 0
2 0
0 0
Telecom Hardware
1




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

ird

Bottom Number - Missed Inital Respons

Low Medium Total
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
1 0 1
0 0
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Application Error Contribute 1 0 1
0 0 0
Total 1 0 1
0 0 0
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0




Low

Medium

Total

PC/Laptop Hardware None 1 0
0 0

1 0

0 0

1 0

0 0

4 0

0 0

Application Password Novell 1 0
GroupWise 0 0

Total 1 0

0 0

Total 1 0

0 0

Mobile Devices iPhone 1 0
0 0

1 0

0 0

1 0

0 0

2 0

0 0

_No Tier 2 1 0
0 0

1 0

0 0

1 0

0 0

1 0

0 0

EIS Hardware Printer 2 0
0 0




Low Medium Total
EIS Hardware Printer Total 0 2
0 0
Total 0 2
0 0
0 2
0 0
Application Error Novell 0 1
Messenger 0 0
Total 0 1
0 0
Password Utah Master 0 1
Directory 0 0
Total 0 1
0 0
Total 0 2
0 0
0 2
0 0
_No Tier 2 None None 0 4
0 4
Total 0 4
0 4
Total 0 4
0 4
Application Error None 0 1
0 0
Total 0 1
0 0
None Microsoft Word 0 1
0 0
None 1 3
0 0




Low Medium Total
Application None Total 3 1 4
0 0 0
Total 4 1 5
0 0 0
Network None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
PC/Laptop None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
10 1 11
4 0 4
Application Reporting Internet 1 0 1
Explorer 0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 2 0 2
0 0 0
Total 2 0 2
0 0 0
Network Password Novell Client 3 0 3
for 32-bit 0 0 0
Total 3 0 3
0 0 0
Total 3 0 3
0 0 0




Low

Medium

Total

5 0 5

0 0 0

_No Tier 2 None None 12 0 12
4 0 4

Total 12 0 12

4 0 4

Total 12 0 12

4 0 4

Application Error Contribute 1 0 1
1 0 1

Total 1 0 1

1 0 1

None Adobe Acrobat 1 0 1

9.0 Pro 0 0 0

None 2 0 2

0 0 0

Total 3 0 3

0 0 0

Total 4 0 4

1 0 1

Network Error None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

PC/Laptop Hardware None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Total 1 0 1




Low Medium Total
Print/Copy/Sca None None 2 0 2
n/Fax 1 0 1
Total 2 0 2
1 0 1
Queue None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Toner/Fuser/ink None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 4 0 4
1 0 1
22 0 22
7 0 7
_No Tier 2 None None 6 0 6
0 0 0
Total 6 0 6
0 0 0
Total 6 0 6
0 0 0
Application Error McAfee 1 0 1
VirusScan 0 0 0
None 1 0 1
0 0 0
Novell 1 0 1
GroupWise 0 0 0
Total 3 0 3
0 0 0
None Adobe Acrobat 1 0 1
0 0 0




Low

Medium

Total

Application None None 3 0 3
0 0 0

Novell 2 0 2

Messenger 0 0 0

Total 6 0 6

0 0 0

Password Novell 2 0 2
GroupWise 0 0 0

Total 2 0 2

0 0 0

Total 11 0 11
0 0

Network Error Novell Client 1 0 1
for 32-bit 0 0 0

Total 1 0 1

0 0 0

None None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Password Novell Client 1 0 1
for 32-bit 0 0 0

Total 1 0 1

0 0 0

Total 4 0 4
0 0 0

PC/Laptop None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1
0 0 0




Low Medium Total
Print/Copy/Sca None None 1 1
n/Fax 0 0
Total 1 1
0 0
Queue None 1 1
0 0
Total 1 1
0 0
Total 2 2
0 0
24 24
0 0
_No Tier 2 None None 2 3
0 0
Total 2 3
0 0
Total 2 3
0 0
Server Performance None 0 2
0 0
Total 0 2
0 0
Total 0 2
0 0
2 5
0 0
_No Tier 2 None None 2 2
0 0
Total 2 2
0 0
Total 2 2
0 0




Telecom

Telecom

Low

Medium

Total

Hardware Telephone

Total

Voice Mail Telephone

Total

Hardware

N

84
1




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Medium Total
_No Tier 2 None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
_No Tier 2 None None 1 0 1
0.13 0.00 0.13
Total 1 0 1
0.13 0.00 0.13
Total 1 0 1
0.13 0.00 0.13
Application Error Contribute 1 0 1
0.89 0.00 0.89
Total 1 0 1
0.89 0.00 0.89
None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 2 0 2
0.45 0.00 0.45




Low

Medium

Total

PC/Laptop Hardware None 1 0 1
0.18 0.00 0.18

1 0 1

0.18 0.00 0.18

1 0 1

0.18 0.00 0.18

4 0 4

0.30 0.00 0.30

Application Password Novell 1 0 1
GroupWise 0.91 0.00 0.91

Total 1 0 1

0.91 0.00 0.91

Total 1 0 1

0.91 0.00 0.91

Mobile Devices iPhone 1 0 1
0.01 0.00 0.01

1 0 1

0.01 0.00 0.01

1 0 1

0.01 0.00 0.01

2 0 2

0.46 0.00 0.46

_No Tier 2 1 0 1
0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

EIS Hardware Printer 2 0 2
0.48 0.00 0.48




Low Medium Total
EIS Hardware Printer Total 2 0 2
0.48 0.00 0.48
Total 2 0 2
0.48 0.00 0.48
2 0 2
0.48 0.00 0.48
Application Error Novell 1 0 1
Messenger 0.09 0.00 0.09
Total 1 0 1
0.09 0.00 0.09
Password Utah Master 1 0 1
Directory 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 2 0 2
0.04 0.00 0.04
2 0 2
0.04 0.00 0.04
_No Tier 2 None None 4 0 4
6.30 0.00 6.30
Total 4 0 4
6.30 0.00 6.30
Total 4 0 4
6.30 0.00 6.30
Application Error None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
None Microsoft Word 1 0 1
0.05 0.00 0.05
None 2 1 3
0.01 0.00 0.00




Low Medium Total
Application None Total 3 1 4
0.02 0.00 0.02
Total 4 1 5
0.02 0.00 0.01
Network None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
PC/Laptop None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
10 1 11
2.53 0.00 2.30
Application Reporting Internet 1 0 1
Explorer 0.19 0.00 0.19
Novell 1 0 1
GroupWise 0.17 0.00 0.17
Total 2 0 2
0.18 0.00 0.18
Total 2 0 2
0.18 0.00 0.18
Network Password Novell Client 3 0 3
for 32-bit 0.10 0.00 0.10
Total 3 0 3
0.10 0.00 0.10
Total 3 0 3
0.10 0.00 0.10




Low

Medium

Total

5 0 5

0.13 0.00 0.13

_No Tier 2 None None 12 0 12
1.37 0.00 1.37

Total 12 0 12

1.37 0.00 1.37

Total 12 0 12

1.37 0.00 1.37

Application Error Contribute 1 0 1
2.53 0.00 2.53

Total 1 0 1

2.53 0.00 2.53

None Adobe Acrobat 1 0 1

9.0 Pro 0.23 0.00 0.23

None 2 0 2

0.01 0.00 0.01

Total 3 0 3

0.08 0.00 0.08

Total 4 0 4

0.70 0.00 0.70

Network Error None 1 0 1
0.08 0.00 0.08

Total 1 0 1

0.08 0.00 0.08

Total 1 0 1

0.08 0.00 0.08

PC/Laptop Hardware None 1 0 1
7.28 0.00 7.28

Total 1 0 1

7.28 0.00 7.28

Total 1 0 1

7.28 0.00 7.28




Low Medium Total
Print/Copy/Sca None None 2 0 2
n/Fax 1.15 0.00 1.15
Total 2 0 2
1.15 0.00 1.15
Queue None 1 0 1
0.17 0.00 0.17
Total 1 0 1
0.17 0.00 0.17
Toner/Fuser/ink None 1 0 1
0.27 0.00 0.27
Total 1 0 1
0.27 0.00 0.27
Total 4 0 4
0.68 0.00 0.68
22 0 22
1.33 0.00 1.33
_No Tier 2 None None 6 0 6
0.01 0.00 0.01
Total 6 0 6
0.01 0.00 0.01
Total 6 0 6
0.01 0.00 0.01
Application Error McAfee 1 0 1
VirusScan 0.00 0.00 0.00
None 1 0 1
0.08 0.00 0.08
Novell 1 0 1
GroupWise 0.00 0.00 0.00
Total 3 0 3
0.03 0.00 0.03
None Adobe Acrobat 1 0 1
0.15 0.00 0.15




Low Medium Total
Application None None 3 0 3
0.04 0.00 0.04
Novell 2 0 2
Messenger 0.02 0.00 0.02
Total 6 0 6
0.05 0.00 0.05
Password Novell 2 0 2
GroupWise 0.02 0.00 0.02
Total 2 0 2
0.02 0.00 0.02
Total 11 0 11
0.04 0.00 0.04
Network Error Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
None None 2 0 2
0.12 0.00 0.12
Total 2 0 2
0.12 0.00 0.12
Password Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 4 0 4
0.06 0.00 0.06
PC/Laptop None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00




Low

Medium

Total

Print/Copy/Sca None None 1 0 1
n/Fax 0.04 0.00 0.04
Total 1 0 1

0.04 0.00 0.04

Queue None 1 0 1

0.02 0.00 0.02

Total 1 0 1

0.02 0.00 0.02

Total 2 0 2

0.03 0.00 0.03

24 0 24

0.03 0.00 0.03

_No Tier 2 None None 2 1 3
0.03 0.00 0.02

Total 2 1 3

0.03 0.00 0.02

Total 2 1 3

0.03 0.00 0.02

Server Performance None 0 2 2
0.00 0.44 0.44

Total 0 2 2

0.00 0.44 0.44

Total 0 2 2

0.00 0.44 0.44

2 3 5

0.03 0.29 0.18

_No Tier 2 None None 2 0 2
0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00




Low Medium

Total

2 0 2

0.00 0.00 0.00

Telecom Hardware Telephone 1 0 1
0.21 0.00 0.21

Total 1 0 1

0.21 0.00 0.21

Voice Mail Telephone 1 0 1
0.16 0.00 0.16

Total 1 0 1

0.16 0.00 0.16

2 0 2

0.19 0.00 0.19

2 0 2

0.19 0.00 0.19

Telecom Hardware 1
0.12

1

0.12

1

0.12

1

0.12

84

0.72




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Medium Total
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
1 0 1
0 0
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0
Application Error Contribute 1 0 1
1 0 1
Total 1 0 1
1 0 1
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
1 0 1
PC/Laptop Hardware None 1 0 1
1 0 1




Low

Medium

Total

PC/Laptop Hardware Total 1 0 1
1 0 1

1 0 1

1 0 1

4 0 4

2 0 2

Application Password Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Mobile Devices iPhone 1 0 1
1 0 1

1 0 1

1 0 1

1 0 1

1 0 1

2 0 2

1 0 1

_No Tier 2 1 0 1
0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

1 0 1

0 0 0

EIS Hardware Printer 2 0 2
0 0 0

Total 2 0 2

0 0 0




Low Medium Total
EIS Hardware Total 2 2
0 0
2 2
0 0
Application Error Novell 1 1
Messenger 0 0
Total 1 1
0 0
Password Utah Master 1 1
Directory 0 0
Total 1 1
0 0
Total 2 2
0 0
2 2
0 0
_No Tier 2 None None 4 4
1 1
Total 4 4
1 1
Total 4 4
1 1
Application Error None 1 1
0 0
Total 1 1
0 0
None Microsoft Word 1 1
0 0
None 2 3
0 0
Total 3 4
0 0




Low

Medium

Total

Application Total 4 5
0 0

Network None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

PC/Laptop None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

10 11

1 1

Application Reporting Internet 1 1
Explorer 0 0

Novell 1 1

GroupWise 0 0

Total 2 2

0 0

Total 2 2

0 0

Network Password Novell Client 3 3
for 32-bit 0 0

Total 3 3

0 0

Total 3 3

0 0

5 5

0 0




Low

Medium

Total

_No Tier 2

None

None

Total

Total

Application

Error

Contribute

o

Total

o

None

Adobe Acrobat
9.0 Pro

None

Total

Total

Network

Error

None

Total

Total

PC/Laptop

Hardware

None

o

Total

o

Total

Print/Copy/Sca
n/Fax

None

None




Low Medium Total
Print/Copy/Sca None Total 2 2
n/Fax 0 0
Queue None 1 1
1 1
Total 1 1
1 1
Toner/Fuser/ink None 1 1
0 0
Total 1 1
0 0
Total 4 4
1 1
22 22
12 12
_No Tier 2 None None 6 6
0 0
Total 6 6
0 0
Total 6 6
0 0
Application Error McAfee 1 1
VirusScan 0 0
None 1 1
0 0
Novell 1 1
GroupWise 0 0
Total 3 3
0 0
None Adobe Acrobat 1 1
0 0
None 3 3
0 0




Low Medium Total
Application None Novell 2 0 2
Messenger 0 0 0
Total 6 0 6
0 0 0
Password Novell 2 0 2
GroupWise 0 0 0
Total 2 0 2
0 0 0
0 0
Network Error Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
None None 2 0 2
0 0 0
Total 2 0 2
0 0 0
Password Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 4 0 4
0 0 0
PC/Laptop None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Print/Copy/Sca None None 1 0 1
n/Fax 0 0 0




Low

Medium

Total

Print/Copy/Sca

None

Total

n/Fax 0 0
1 1

0 0

1 1

0 0

2 2

0 0

24 24

0 0

_No Tier 2 2 3
1 1

Total 2 3

1 1

Total 2 3
1 1

Performance 0 2
0 0

0 2

0 0

0 2

0 0

2 5

1 1

_No Tier 2 2 2
0 0

2 2

0 0

2 2

0 0

2 2

0 0




Low

Medium

Total

Telecom

Telecom

Hardware

Telephone

Total

Voice Mail

Telephone

Total

Hardware

=N

84
17




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Medium Total
_No Tier 2 None None 1 0 1
1.21 0.00 1.21
Total 1 0 1
1.21 0.00 1.21
Total 1 0 1
1.21 0.00 1.21
1 0 1
1.21 0.00 1.21
_No Tier 2 None None 1 0 1
5.47 0.00 5.47
Total 1 0 1
5.47 0.00 5.47
Total 1 0 1
5.47 0.00 5.47
Application Error Contribute 1 0 1
210.54 0.00 210.54
Total 1 0 1
210.54 0.00 210.54
None None 1 0 1
5.47 0.00 5.47
Total 1 0 1
5.47 0.00 5.47
Total 2 0 2
108.00 0.00 108.00




Low

Medium

Total

PC/Laptop Hardware None 1 0 1
47.80 0.00 47.80

1 0 1

47.80 0.00 47.80

1 0 1

47.80 0.00 47.80

4 0 4

67.32 0.00 67.32

Application Password Novell 1 0 1
GroupWise 0.91 0.00 0.91

Total 1 0 1

0.91 0.00 0.91

Total 1 0 1

0.91 0.00 0.91

Mobile Devices iPhone 1 0 1
6.02 0.00 6.02

1 0 1

6.02 0.00 6.02

1 0 1

6.02 0.00 6.02

2 0 2

3.47 0.00 3.47

_No Tier 2 1 0 1
0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

EIS Hardware Printer 2 0 2
4.74 0.00 4.74




Low Medium Total
EIS Hardware Printer Total 2 0 2
4.74 0.00 4.74
Total 2 0 2
4.74 0.00 474
2 0 2
4.74 0.00 4.74
Application Error Novell 1 0 1
Messenger 0.09 0.00 0.09
Total 1 0 1
0.09 0.00 0.09
Password Utah Master 1 0 1
Directory 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 2 0 2
0.04 0.00 0.04
2 0 2
0.04 0.00 0.04
_No Tier 2 None None 4 0 4
6.53 0.00 6.53
Total 4 0 4
6.53 0.00 6.53
Total 4 0 4
6.53 0.00 6.53
Application Error None 1 0 1
0.04 0.00 0.04
Total 1 0 1
0.04 0.00 0.04
None Microsoft Word 1 0 1
0.55 0.00 0.55
None 2 1 3
0.04 0.03 0.04




Low Medium Total
Application None Total 3 1 4
0.21 0.03 0.16
Total 4 1 5
0.17 0.03 0.14
Network None None 1 0 1
0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
PC/Laptop None None 1 0 1
0.04 0.00 0.04
Total 1 0 1
0.04 0.00 0.04
Total 1 0 1
0.04 0.00 0.04
10 1 11
2.69 0.03 2.45
Application Reporting Internet 1 0 1
Explorer 0.19 0.00 0.19
Novell 1 0 1
GroupWise 0.17 0.00 0.17
Total 2 0 2
0.18 0.00 0.18
Total 2 0 2
0.18 0.00 0.18
Network Password Novell Client 3 0 3
for 32-bit 0.12 0.00 0.12
Total 3 0 3
0.12 0.00 0.12
Total 3 0 3
0.12 0.00 0.12




Low

Medium

Total

5 0 5

0.15 0.00 0.15

_No Tier 2 None None 12 0 12
5.98 0.00 5.98

Total 12 0 12

5.98 0.00 5.98

Total 12 0 12

5.98 0.00 5.98

Application Error Contribute 1 0 1
6.15 0.00 6.15

Total 1 0 1

6.15 0.00 6.15

None Adobe Acrobat 1 0 1

9.0 Pro 12.22 0.00 12.22

None 2 0 2

43.14 0.00 43.14

Total 3 0 3

32.83 0.00 32.83

Total 4 0 4

26.16 0.00 26.16

Network Error None 1 0 1
7.16 0.00 7.16

Total 1 0 1

7.16 0.00 7.16

Total 1 0 1

7.16 0.00 7.16

PC/Laptop Hardware None 1 0 1
44.29 0.00 44.29

Total 1 0 1

44.29 0.00 44.29

Total 1 0 1

44.29 0.00 44.29




Low Medium Total
Print/Copy/Sca None None 2 0 2
n/Fax 1.33 0.00 1.33
Total 2 0 2
1.33 0.00 1.33
Queue None 1 0 1
6.59 0.00 6.59
Total 1 0 1
6.59 0.00 6.59
Toner/Fuser/ink None 1 0 1
2.40 0.00 2.40
Total 1 0 1
2.40 0.00 2.40
Total 4 0 4
2.91 0.00 2.91
22 0 22
10.89 0.00 10.89
_No Tier 2 None None 6 0 6
0.42 0.00 0.42
Total 6 0 6
0.42 0.00 0.42
Total 6 0 6
0.42 0.00 0.42
Application Error McAfee 1 0 1
VirusScan 0.03 0.00 0.03
None 1 0 1
0.93 0.00 0.93
Novell 1 0 1
GroupWise 0.27 0.00 0.27
Total 3 0 3
0.41 0.00 0.41
None Adobe Acrobat 1 0 1
0.15 0.00 0.15




Low Medium Total
Application None None 3 0 3
0.1 0.00 0.11
Novell 2 0 2
Messenger 0.06 0.00 0.06
Total 6 0 6
0.10 0.00 0.10
Password Novell 2 0 2
GroupWise 0.03 0.00 0.03
Total 2 0 2
0.03 0.00 0.03
Total 11 0 11
0.17 0.00 0.17
Network Error Novell Client 1 0 1
for 32-bit 0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
None None 2 0 2
0.16 0.00 0.16
Total 2 0 2
0.16 0.00 0.16
Password Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 4 0 4
0.1 0.00 0.11
PC/Laptop None None 1 0 1
0.03 0.00 0.03
Total 1 0 1
0.03 0.00 0.03
Total 1 0 1
0.03 0.00 0.03




Low

Medium

Total

Print/Copy/Sca None None 1 0 1
n/Fax 0.30 0.00 0.30
Total 1 0 1

0.30 0.00 0.30

Queue None 1 0 1

0.50 0.00 0.50

Total 1 0 1

0.50 0.00 0.50

Total 2 0 2

0.40 0.00 0.40

24 0 24

0.24 0.00 0.24

_No Tier 2 None None 2 1 3
8.89 2.30 6.69

Total 2 1 3

8.89 2.30 6.69

Total 2 1 3

8.89 2.30 6.69

Server Performance None 0 2 2
0.00 0.60 0.60

Total 0 2 2

0.00 0.60 0.60

Total 0 2 2

0.00 0.60 0.60

2 3 5

8.89 1.17 4.25

_No Tier 2 None None 2 0 2
0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00




Low

Medium

Total

2 0 2

0.00 0.00 0.00

Telecom Hardware Telephone 1 0 1

0.32 0.00 0.32

Total 1 0 1

0.32 0.00 0.32

Voice Mail Telephone 1 0 1

0.43 0.00 0.43

Total 1 0 1

0.43 0.00 0.43

2 0 2

0.37 0.00 0.37

2 0 2

0.37 0.00 0.37

Telecom Hardware 1

1.15

1

1.15

1

1.15

1

1.15

84

7.02

INC000000131447  _No Tier 2 None None TIR Missed: Yes TIR: 16.84
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 17.77
INC000000136195 _No Tier 2 None None TIR Missed: No  TIR: 0.12
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.12
INC000000136407 _No Tier 2 None None TIR Missed: No  TIR: 0.04
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.51
INC000000136778 _No Tier 2 None None TIR Missed: No  TIR: 0.04
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 1.21
INC000000137989 _No Tier 2 None None TIR Missed: Yes TIR: 3.69
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 3.69
INC000000138683 _No Tier 2 None None TIR Missed: No  TIR: 0.05




Metro B Hosting Community and Culture  Low Closed TTR Missed: Yes TTR: 17.70
INC000000138869 _No Tier 2 None None TIRMissed: No TIR: 0.18
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 2.03
INC000000139066 _No Tier 2 None None TIR Missed: Yes TIR: 6.22
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 13.29
INC000000141696 _No Tier 2 None None TIR Missed: No TIR:  0.00
Capitol Hosting Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000142692 _No Tier 2 None None TIRMissed: No TIR: 0.26
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 2.32
INC000000142693 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.08
INC000000142706 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000143398 _No Tier 2 None None TIRMissed: No TIR: 0.94
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.94
INC000000143671 _No Tier 2 None None TIR Missed: No TIR:  0.09
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 26.70
INC000000143998 _No Tier 2 None None TIR Missed: Yes TIR: 3.28
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 6.00
INC000000144413 _No Tier 2 None None TIR Missed: Yes TIR: 4.18
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 6.08
INC000000145189 _No Tier 2 None None TIR Missed: Yes TIR: 1.10
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 11.60
INC000000145579 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.27
INC000000145676 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.95
INC000000146400 _No Tier 2 None None TIR Missed: Yes TIR: 2.76
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 2.76
INC000000146762 _No Tier 2 None None TIR Missed: No TIR:  0.00
Network Operations Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000147369 _No Tier 2 None None TIR Missed: No TIR:  0.00
Administration and Managemeni Community and Culture  Low Resolved TTR Missed: No TTR: 1.21
INC000000147714  _No Tier 2 None None TIR Missed: No TIR:  0.09
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.40
INC000000148271 _No Tier 2 None None TIRMissed: No TIR: 0.13
Application Support Community and Culture  Low Closed TTR Missed: No  TTR: 547
INC000000148576 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 1.76
INC000000149270 _No Tier 2 None None TIR Missed: Yes TIR: 1.89
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No TTR: 1.89
INC000000150094 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000150944 _No Tier 2 None None TIR Missed: No TIR:  0.00
Network Operations Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000151310 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Hosting Community and Culture  Low Resolved TTR Missed: No TTR: 0.08
INC000000151842 _No Tier 2 None None TIR Missed: No TIR:  0.00



Metro B Hosting Community and Culture ~ Medium Resolved TTR Missed: No TTR: 2.30
Application
INC000000120687  Application None None TIR Missed: No TIR:  0.02
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 71.08
INC000000130309  Application None Adobe Acrobat 9.0 Pro TIR Missed: No  TIR: 0.23
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 12.22
INC000000132312  Application Error Contribute TIR Missed: No TIR: 0.89
Application Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 210.54
INC000000135922  Application None Novell Messenger TIR Missed: No  TIR: 0.03
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.11
INC000000136770  Application None Novell Messenger TIR Missed: No  TIR: 0.00
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.01
INC000000137273  Application Error Novell Messenger TIR Missed: No TIR: 0.09
Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.09
INC000000137932  Application Password Novell GroupWise TIR Missed: No TIR: 0.91
Capitol Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.91
INC000000138090  Application Password Novell GroupWise TIR Missed: No TIR: 0.04
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.05
INC000000138401  Application None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 15.19
INC000000138438  Application Error Contribute TIR Missed: Yes TIR: 2.53
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 6.15
INC000000139766  Application None None TIRMissed: No TIR:  0.01
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.03
INC000000140086  Application None Adobe Acrobat TIRMissed: No TIR: 0.15
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.15
INC000000140769  Application None None TIR Missed: No TIR:  0.11
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.11
INC000000141332  Application None Microsoft Word TIR Missed: No TIR: 0.05
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No  TTR: 0.55
INC000000141451  Application Error None TIR Missed: No TIR:  0.08
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.93
INC000000142326  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.27
INC000000143589  Application Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 0.04
INC000000143718  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000145327  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture ~ Medium Resolved TTR Missed: No TTR: 0.03
INC000000145995  Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000146939  Application None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.22
INC000000147809  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.05
INC000000148844  Application Error McAfee VirusScan TIR Missed: No TIR: 0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.03




INC000000149117  Application None None TIR Missed: No TIR:  0.00
Application Support Community and Culture  Low Closed TTR Missed: No  TTR: 547
INC000000149895  Application None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000150017  Application Reporting Internet Explorer TIR Missed: No  TIR: 0.19
Metro A Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.19
INC000000151745  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.17
Metro A Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.17
EIS Hardware
INC000000138872  EIS Hardware Printer None TIRMissed: No TIR: 0.19
Diebold Community and Culture  Low Closed TTR Missed: No  TTR: 5.65
INC000000146631  EIS Hardware Printer None TIR Missed: No  TIR: 0.77
Diebold Community and Culture  Low Resolved TTR Missed: No TTR: 3.84
Mobile Devices
INC000000135380  Mobile Devices Error iPhone TIRMissed: No TIR:  0.01
Capitol Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 6.02
Network
INC000000135846  Network None None TIRMissed: No TIR:  0.21
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.27
INC000000140320  Network None None TIR Missed: No TIR:  0.03
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.05
INC000000140954  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.29
Metro A Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.29
INC000000141762  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.00
INC000000145686  Network Error None TIR Missed: No TIR:  0.08
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 7.16
INC000000146000  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
INC000000148202  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.07
INC000000148893  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.07
INC000000151846  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.00
PC/Laptop
INC000000118816  PC/Laptop Hardware None TIR Missed: No TIR: 0.18
Application Support Community and Culture  Low Closed TTR Missed: Yes TTR: 47.80
INC000000141111  PC/Laptop Hardware None TIR Missed: Yes TIR: 7.28
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: Yes TTR: 44.29
INC000000147018  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro B Help Desk Community and Culture  Low Resolved TTR Missed: No TTR: 0.03
INC000000147805  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.04
Print/Copy/Scan/Fax
INC000000136802  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.04
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.30
INC000000138598  Print/Copy/Scan/Fax Toner/Fuser/Ink None TIR Missed: No TIR: 0.27



Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 2.40
INC000000138651  Print/Copy/Scan/Fax ~ Queue None TIRMissed: No TIR: 0.17
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: Yes TTR: 6.59
INC000000139266  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 2.14
Metro B Desktop Support Community and Culture  Low Closed TTR Missed: No TTR: 2.14
INC000000141348  Print/Copy/Scan/Fax  Queue None TIR Missed: No TIR:  0.02
Metro B Help Desk Community and Culture  Low Closed TTR Missed: No  TTR: 0.50
INC000000149665  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.15
Metro B Desktop Support Community and Culture  Low Resolved TTR Missed: No  TTR: 0.51
Server
INC000000135556  Server Performance None TIR Missed: No  TIR: 0.02
INC000000135556  Server Performance None TIR Missed: No  TIR: 0.85
Metro B Hosting Community and Culture  Medium Closed TTR Missed: No  TTR: 0.35
Metro B Hosting Community and Culture  Medium Closed TTR Missed: No  TTR: 0.85
Telecom
INC000000135697  Telecom Hardware None TIRMissed: No TIR: 0.12
Voice/Data/WAN Services Community and Culture  Low Closed TTR Missed: No  TTR: 1.15
INC000000142890  Telecom Voice Mail Telephone TIR Missed: No TIR: 0.16
Voice Operations Community and Culture  Low Closed TTR Missed: No  TTR: 0.43
INC000000147544  Telecom Hardware Telephone TIR Missed: No TIR:  0.21
Voice Operations Community and Culture  Low Resolved TTR Missed: No TTR: 0.32




